CTL Coverage Policies and Procedures
COME TO YOUR SHIFT ON TIME: 
It is important to arrive on time for your shift, since there are often students who have scheduled appointments waiting to work with you upon your arrival.  If you will be late or if you must miss a shift in the case of an emergency, please call Julie at 920-832-7022 to let her know.  If it is after 5pm, please call the CTL coverage desk at 920-832-6767 to inform the tutor there that you will be late/absent.  If you are working an evening shift (after Julie has left for the day) and someone calls to say that he/she will be significantly late or absent, try to find someone else to cover that shift (if there are appointments booked during that shift which will require an additional tutor).  There is a list of “on call” writing tutor e-mail addresses and phone numbers on the bulletin board next to the printer.  Additionally, you can send an e-mail to the writing tutor listserv at <ctl.writing@lawrence.edu> to ask for additional tutors.


COVERAGE PRIORITIES: 
While you are on coverage you should place a priority on the following tasks (in this order): 
1. Tutoring students with appointments (check the red appointment binder at the start of every shift).  

    Call ahead to check appointment binder if you want to make an appointment to tutor a student 

    during your coverage shift.  As you work with students, be sure to stay on track time-wise for 

    upcoming appointments.

2. Greeting anyone who comes to the CTL.  When a student walks into the CTL ask, “Can I help you?” 

3. Processing tutoring requests.
4. Responding to phone/e-mail messages.  Answering the phone: “Center for Teaching and 

    Learning; this is _______.”  Be sure to fill out tutor request form completely or to take a complete 
    message with the caller’s name and phone number.
5. Checking and completing Job Orders in the box next to the printer.  These tasks are not optional! 
     Please do them promptly and thoroughly. Make sure that if you cannot complete a task you leave 
     sufficient instructions for the next person. 
6. Straightening up the CTL.  Get rid of used scrap paper, outdated advertisements, etc.  Wash any 
    dishes left by the sink (encourage people to wash their own dishes if you see them leave a 
    dish).  Make sure each study carrel has a dictionary, thesaurus, and a copy of A Pocket Style Manual.
7. Refilling the coverage desk printer/copier and quantitative computer lab printer paper trays.
8. Designing and producing CTL advertising (posters, etc.).  Leave these items to be approved by Julie 
    before making photocopies.
9. Working on other CTL outreach projects.  Talk to Julie for ideas. 

If all these tasks are completed, you may study, read, etc.  Remember: the priorities during coverage hours are tutoring and coverage duties—not your own studying. 


IF YOU ARE WORKING THE CLOSING SHIFT (11pm Mon-Thurs and Sun; 5pm Friday): 
Before you leave, take a moment to straighten up the CTL: get rid of scrap paper, throw away trash on floor, push in chairs, clean up coverage desk, make sure there are adequate copies of the CTL Tutor Request Form on the desk; refill the printer paper trays. 

Be sure to log off the computer at the coverage desk.  I have come in many mornings to find the computer still logged in under the CTL username.  Not only is this a security issue, there are times when the computer may miss out on crucial updates if it is left logged into the network. 

Finally, please make sure all of the CTL lights are turned off and all doors to the CTL are shut before you leave. 

CHECKING THE CTL E-MAIL ACCOUNT:
Log on procedure:

· Go to Lawrence Webmail at <https://mailhub.lawrence.edu>

· Enter username: ctl and password: sunnyday

When you are working coverage, it is your responsibility to respond to e-mails, and to deal with their content in the appropriate manner. There is a lot of carry over from day to day, especially with tutor requests, but this should not present a problem.  Remember “Replied” emails carry with them the stream of previous emails, so take a look at what has been happening in a given situation, and decide how best to deal with it. We are all “The CTL” so there are no “personal” emails. Unless something is very obviously personal—such as “I would like to meet with Jane Tutor”—any tutor should be able to take care of any given student’s requests or concerns. 

You will receive an assortment of e-mails at this address. They can be roughly divided into the following categories. 
1. New tutor requests. 

2. E-mails from tutors or students responding to tutor requests.
3. Miscellaneous CTL business. 
Requests for writing tutoring should be entered into the red appointment binder.  If a student has not request a particular day/time, reply to the e-mail and list the available times that day.  

Requests for oral communication tutoring should be sent to the OC tutor listserv at <ctl.comm@lawrence.edu>.  Forward the e-mail requesting a tutor to this listserv and add any other pertinent details.

For all other types of tutor requests, you must enter the request in the CTL Voyager system. To access the system:
· Log onto your own Voyager account.
· Go to the menu section called “Student Academic Services Menu,” and from there to the “Center for Teaching and Learning.”

Accessing the system brings you to the “Tutoring Menu,” from where you will do most of your administrative coverage work. See details below.

E-mails about miscellaneous CTL business can either be deleted (if they are mass e-mails to members of the various CTL lists) or forwarded to Julie if they appear to regard matters beyond the scope of coverage tutors (such as special needs requests, questions concerning tutoring protocol, complaints, etc.).  Any e-mails from faculty should be forwarded to Julie.
CREATING NEW TUTOR REQUESTS IN VOYAGER:

As a coverage tutor you will encounter various tutor requests. Some will come through e-mail, others by phone, and still others by walk-ins and filled out hard-copy tutor requests. For all requests OTHER than requests for a general writing tutor (which should go right into the red appointment binder), you will enter them into the system by doing the following:
· From the “Tutoring Menu” select “CTL: Request tutoring session.”
· Here enter the name of the student requesting a tutoring session. Note that you do not need to enter their complete name; you can enter part of their first or last names and the system will look up all of the matching students. 
· At the next screen titled “Tutoring selection,” fill in the fields that correspond to information you have received from the student. You should at least identify what class or subject the student needs tutoring in, and the kind of tutoring being requested.  The courses a student is enrolled in for the current term will appear at the top of the drop down menu in the “Need tutoring in” field.  Ideally, the student will have provided information about what days and times are best for her and/or and details about what kind of help he is looking for. If so, fill in the appropriate fields. If not, submit the request without that information. 
· Once you click “Submit,” this request it will become a “New” tutor request in the system and should be addressed when managing tutor requests (see below). 
WRITING TUTORING REQUESTS:

If the request you receive is for a general writing tutor, you do NOT need to create a new tutor request and enter it into the Voyager system. If the request is from a student asking for help with Freshman Studies you can direct him/her to the section tutor(s) or enter the student into the CTL writing tutoring appointment binder. A lot of the phone calls, e-mails, and walk-ins we receive are from people who want to meet with a writing tutor to look over a paper, and those requests are best handled by assigning the student a time in the appointment schedule. To assign a time for general writing tutoring:
· Check the calendar in the red binder for available appointments. 
· Write the student’s name and class he/she looking for assistance with in the available space. If possible it is handy to write the student’s cell phone number as well in case a student does not show up for a scheduled appointment or a coverage tutor is unable to make his/her shift. 
· Sign your initials by the appointment that you recorded. 

MANAGING TUTOR REQUESTS:

Once you have addressed the new tutor requests that have come into the CTL, you should next turn to the tutor requests that are already in the system. To view the tutor requests in the system:
· Go to the voyager “Tutoring Menu”
· Select “CTL: Assign tutor and update single and group tutoring sessions.”
· From there you see all of the tutor requests currently in the system. They are categorized either as “New,” “Pending,” “Assigned,” or “Reviewing.” 

New requests: New requests are tutor requests that have just been entered into the system by a tutor or student. These requests have not been addressed and need to be assigned to a tutor. To address these requests:
· Select a tutoring session labeled “New.”
· There you see the relevant information for the tutor request. Look at the type of tutoring the student is requesting. 
· If the student needs content or quantitative tutoring, look at the list of tutors which should be hanging by a magnet on the shelf to the right of the computer. If the student needs a tutor in a specific class, such as BIOL 110, select a tutor from the list of available content tutors for that class. Fill in the next white “bubble” next to the tutor’s name to show that the tutor has been assigned a student. Try to assign the requests as equitably as possible if there are multiple tutors for a given class. 
· Once you have selected a tutor on paper, it is time to assign the tutor to the session electronically. At the bottom of the tutoring request, find the name of the chosen tutor from the list. Highlight the tutor’s name. Next, change the request status from “New” to “Pending.” You do not need to release the session to anyone. 
· Once you have selected the appropriate tutor and changed the request status, click “Submit.” This will send an (automatically generated) e-mail to the tutor notifying them that he/she has been requested for tutoring. 
· Some new requests involve classes that there are no tutors for or ask for assistance in various non-course-related activities (such as help with resumes, applications, or standardized tests).  It is usually best to forward these non-standard requests to Julie, and she will come up with a solution.
“Pending” requests: Pending requests are tutoring requests that have a tutor assigned to them, but the tutor has not yet responded to the request (or the CTL has not correctly filed the tutor’s response – more on that later). When a tutor is assigned a tutoring session, the e-mail asks him/her to notify the tutee and the CTL within 24 hours if they can accept the request, or just the CTL if they cannot. As a coverage tutor you need to make sure that tutors a) respond to assigned tutor requests and b) that their responses are correctly filed. 
Filing tutor responses: A tutor’s response to a tutor request usually takes one of following formats:
· The tutor replies to the student that he/she can accept the request and “cc’s” the CTL in the process.

· The tutor replies directly to the CTL that they can take the request. 
· The tutor tells the CTL that they are unable to take the request. 

If the tutor indicates that he/she is able to take the request:
· Go into the list of “Pending” tutoring sessions and find the corresponding request. This may require some trial and error because tutor e-mails do not always include the name of their tutee (though they should). 

· Once the request is found, all you need to do in order to show that the request has been accepted is to scroll to the bottom of the form and change the “Request status” to “Assigned” and click “Submit.”
If the tutor tells us that he/she is NOT able to take the request, you need to: 
· Find the session in the list of “Pending” sessions.
· Find another tutor who fits the student’s needs.  For example, if one BIOL 110 tutor declines a given request, erase the latest “bubble” that is filled in next to that name and choose the next tutor on the list. You then fill in a “bubble” by the new tutor, select the new tutor’s name from the “Tutor(s)” list at the bottom of the form, and re-submit the request.  Once you change the tutor whose name is selected in the request, and click “Submit,” a new automatically-generated e-mail will be sent to that tutor asking him/her to accept the request.  Note that the “Request status” remains set at “Pending” until the new tutor responds affirmatively to the request.  Also note that you may have to repeat the above steps a number of times before you find a tutor willing to take on the assignment.  
Following up on old “Pending” requests: 
Tutors are expected to respond to tutor requests within 24 hours. Unfortunately, tutors do not always meet this standard.  Sometimes they lose the e-mail with the request or simply forget to respond to it.  However, every request in our system is a student who needs CTL assistance, and it is up to the coverage tutor to follow up on old “Pending” requests to ensure that every student who seeks help from the CTL gets an answer.  In order to follow up on “Pending” requests you need to:
· Go through the list of “Pending” sessions. 
· Find any session that is older than 24 hours (or 48-72 hours if it came in over a weekend). If a session is still pending after that much time, it either means that the tutor never responded to the e-mail, that the tutor did meet with the student but did not let us know, or that the CTL mishandled the tutor’s response. Either way, we need to follow-up with the tutor assigned to the request.
· Once you find an old “Pending” request, send the tutor who was assigned the request an e-mail asking if they have contacted the student. There should be a “follow-up e-mail template” in the CTL folder on the campus share that you can use to streamline follow-up requests. 
· Once you follow up with the tutor, note that you wrote a follow-up e-mail in the section of the request titled “Enter CTL internal comments.” 
Following up on old “Assigned” requests:
· Go through the list of “Assigned” sessions. 
· Find any session that is older than 48 hours (or 72 hours if it came in over a weekend). 
· Once you find an old “Assigned” request, send the tutor who was assigned the request an e-mail asking if they have contacted the student. There should be a “follow-up e-mail template” in the CTL folder on the campus share that you can use to streamline follow-up requests. 
· Once you follow up with the tutor, note that you wrote a follow-up e-mail in the section of the request titled “Enter CTL internal comments.” 

